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Executive Summary

The report discusses the knowledge and information management system with context to Amazon. The report discusses the importance of Knowledge Management in the organisation. The report discusses knowledge management models like the  Zack model of knowledge management and the Wigg model of building and using knowledge and how these models align with the tacit knowledge of the employee on products and services. The report also discusses the challenges Amazon faces in its knowledge management and recommends a knowledge management framework for its improvement in knowledge management. 
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[bookmark: _Toc120383867]Introduction 
The main purpose of the report is to evaluate the concept and significance of knowledge management in terms of Amazon’s knowledge operations and management. To understand the key knowledge management processes and strategies required for the organisation to develop performance. Amazon is a giant online retailer, headquartered in Washington, Seattle. It is a vast enterprise that deals in electronics, books, movies, music, web services, apparel, toys, housewares and many other goods and services. The web service provider business deals in renting data and computing the resources that are nowadays called cloud computing in the world of advanced technology. For this report, models such as Nonaka's tacit, Wiig Model and decision-making model (SECI model) will be used to illustrate the importance of the theories in an organisation. This report will shed light on a mere understanding of the significance of Knowledge Management in the organisation and its operational processes. 
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[bookmark: _Toc120383869]Section 1: Knowledge and Information Management 
• Background of Amazon (with more detailed information)
Amazon is a renowned online retailer and famous cloud service, provider. The company was founded by Jeff Bezos. It is a customer-centric company that provides its services to four sets of customers such as enterprises, sellers, content creators, and consumers. Amazon is not limited to only such sets, it also provides promotional services and marketing services with online advertising. It offers consumers a wide range of selections, convenience and prices focussing on eCommerce, digital streaming, cloud computing and artificial intelligence services  (Aboutamazon, 2020a). Amazon is the company to pioneer technologies such as customer reviews, AWS, Kindle, Prime, 1-click shopping, Amazon Echo, Amazon Fire TV, the climate change pledge, just walk out Technology and so on (Aboutamazon, 2020a).
• What is KM
Organisations utilise the sum of collective knowledge in the operations by sharing, capturing and storing the information and ideas to fulfil the common goals of the organisation. This process is called Knowledge management, as it helps in elevating the experiences of the employees and enhances productivity in an organisation. The evaluation of the knowledge of the working staff can assist in enhancing productivity, and gaining critical knowledge and ideas to boost the efficiency of the team members (IBM, 2022). The KM in an organisation improves the employee's decision-making. When team members can access shared knowledge in the workplace, they become more productive.
Effective knowledge management assists the members of the workplace to quickly use the information and ideas and enables them to ask queries and contribute to creating a solution for the organisation. This helps the associates of the team to deliver greater efficiency (IBM, 2022).
.• Why KM is so important for any organisation including Amazon
Companies that effectively use, store, gather and share knowledge enhance the culture of the organisation. The collaborative skills are enhanced and also improve the employee's efficiency and satisfaction. Good knowledge management streamlines the organisational knowledge of the team members and identifies the skill gaps. It means the employees can have effective access to the information, ideas, and best practices to address their work. Gained knowledge and information help the employees in decision-making and boosting their performance (Schniederjans et al. 2020). It is an effective way to utilise all the experienced individuals or expertise of an organisation to maximise the potential of the team member.
Knowledge management is an important aspect for Amazon as it provides solutions to the company through structured mechanisms and unlocks its value of the data by the automation and creation of the knowledge that provides an overview of the relationships and important insights.  Amazon uses Intelligent Automation on AWS as a solution for Knowledge Management (Amazon, 2022a).
• How KM helps organisations in satisfying customers and achieving competitive advantage
Knowledge Management plays an important role in customer satisfaction and building effective customer relationships. Organisations develop knowledge management in their system to gain a competitive advantage in the vast business market by using intellectual information for innovation. The role of Knowledge Management is to collect, identify, store and organise the information for the organisation and facilitate the interaction of the information among the team members (Mahdi et al. 2019). This results in customer satisfaction and enables more interactions with the customers. With effective knowledge management, organisations can improve their relationships with customers. Enabling loyal customers by learning and collecting the knowledge about the customers implementing to the business by changing or customising the services, products or interactions. The Knowledge management of an organisation helps in delivering data that enables the leaders of the organisations to enhance customer satisfaction and facilitate in-depth examination of the data and imprint down a better structure or strategies to learn the perspective of the customers (Novianti, 2019).
[bookmark: _Toc120383870]Section 2: Evaluation of Knowledge and Information Management Models/theories Showcase your awareness by evaluating: 
 a) how is knowledge generally embedded in products and the service concept in the tacit knowledge of individuals (employees and customers)? 
Information management is an important aspect of business organisation. Information management refers to the management of data and information that are obtained from various sources. The obtained data is collected, processed, organised and stored for further use. Amazon uses its information management to educate new employees and also in some cases to use it as a reference to solve present issues. Knowledge and information management hence become an important part of the organisation. The Zack model of knowledge and management is a model that defines various stages of knowledge management and analyses further that combined forms a cycle (Mahmood et al. 2020). The first stage of the cycle is the acquisition of data and this deals with the early stages of the services like in the case of Amazon is the planning of its Ecommerce services. The highest quality of the source used in the construction of a service will result in the highest quality of services as an output. Then comes the refining stage which means making the content more precise that can be easy to access in future. The knowledge in companies in Amazon should be relevant enough that can be easily available for the employees and the shortage of knowledge and information will make sure that the employee finds it easy to access the knowledge. The storage stage refers to the storing of the information after the acquisition and the refining stage. The storage of the data is important and can be used for further usage. Amazon uses cloud systems for data storage and information (Amazon, 2022). In the next cycle, the stored knowledge is made available to the users using various shared digital mediums like emails, digital sheets and faxes. The acquired knowledge is then used by the employees for context and understanding of the products and services of Amazon. The Wiig model of building and using knowledge states that the information that is stored should be stored in an organised way in order to make the stored data useful (Elezi, 2018). The dimensions of the model in the Wiig model are completeness, connectedness, congruency and perspective and purpose. The completeness dimension refers to the awareness of the knowledge of the information. It has been ascertained that the information exists and can be available. Connectedness refers to the dimension of understanding the relationship between the various information and data available. The availability of the knowledge should be relevant to the field of the work of the employees and their related queries. Congruence refers to the consistency of the wide range of data and information available to the employees. The consistency in the available information and knowledge depicts that the knowledge is true to its form and has no altercation (Venkatraman and Venkatraman, 2018). Perspective and purpose refer to the tacit knowledge of an employee. The information sometimes is recorded from the perspective of an employee which satisfies only certain criteria and not all cases. There is also some information which can be used in some cases and not all cases. Hence, sometimes knowledge and data can be used to understand only a prospective side of the product or the operation in the organisation. The knowledge of products or services is a product of the experience of the individual working in the organisation. The tacit knowledge is also driven by the expertise area of the employee and the quality of the experience. Understanding and perspective play a huge role as well. 
 b) how does a systematic approach (Management Information System/systems) help organisations in sharing and exchanging their knowledge base across the organisation?
Management Information System (MIS) is crucial for an organisation in decision making. It is an integration of the components that offer interactions to perform a particular set of functions, goals and objectives. It facilitates a smooth movement of the information that is implemented in all aspects of the organisation by collecting data, controlling, and processing the information. The Management Information System is associated with machines, customers, marketing and the process of collecting information to facilitate the decision-making in the business. The methods of collecting data and information sources can be external and internal (LinkedIn,2021).
Before the existence of computers, the management information system was used by managers or leaders with the information and plans that would allow them to execute plans and take control of the operations in the business.  
The addition of computers has added more diversified dimensions to the organisations with speed, large storage of data, accuracy, and the permit to abscess considerable amount of data to support decision making. Theories such as the “Zack model of knowledge management”, were developed by Meyer and Zack with their approach of the network in every stage to be more logical in decision making. The stages of knowledge are analysed and plotted in the knowledge management cycle. These stages involve acquisition, storage, refinement, distribution and presentation. These cycles of the stages are termed refinery(Mahmood et al. 2020). The acquisition stage deals with issues such as credibility, depth, relevance, cost, timeline and exclusivity of the raw materials.
The refinement deals with the physical or logical aspects of the information.
This model enables the organisation to make better decision making by evaluating each of the stages in the process. Another theory that can be applied in the organisation for a better decision-making process is the “Bukowitz and Williams, model”. It is an effective knowledge management framework that includes relationships, communications, informational technologies, knowledge repositories, external sources, environmental responsiveness and external sources. It has staged such as the get stage, use stage, learn stage and contribute stage. All these stages aim at the lengthy processes of comparing the intellectual to meet the strategic demands and needs (Khorami et al. 2021). The tactical aspects of the Bukowitz and Williams model include the process of inhibiting knowledge that is necessary for activities or application of the knowledge in the practical evaluation of the value, exchanging and interacting among the individuals and learning. This model streamlines how organisations maintain, generate and employ a strategy set of knowledge to generate value. The stages of this model are activated by the strategically business-driven opportunities and needs, and the results can be sighted in the day-to-day acquisition of the knowledge to effectively respond to the situational demand (Sadeghi, 2019).
There is an abundant amount of information obtainable in current times to managers and leaders and therefore it is evident that they are increasingly depending on the management information system services to get accurate access to the data and information. These management information system services are aiding the leaders to have safe access to accurate and correct data and drive correct decision-making. It also enables the automation of the research and management techniques into the organisation with the assistance of theories like the Zack model of knowledge management and Berkowitz and Williams model an example.
The management information system aids the organisation to take advantage of the technological abilities with the intellectual abilities in the processing and storing of the information. It is installed by many organisations as it helps the executive of the day to access important information for effective decision-making and managing the operations within the organisations (LinkedIn, 2021).
[bookmark: _Toc120383871]Section 3: Investigating KM techniques used by Amazon.com 
How knowledge has become increasingly important in Amazon's SOP (Standard Operating Procedures)
A Standard Operating Procedure(SOP) is a set of stages that are designed to recover the applications and describes the necessary activities to complete a set of tasks in regard to policies, industrial laws and regulations or maintenance of the business. An SOP of the business examines the practices covered in the businesses where the quality of the standards is looked into. It plays an important role in maintaining the procedures, policies, and standards that are required in the operations, disciplines, administration, and marketing that facilitate the success of the organisation. The standardisation in the KM techniques can be defined as the activity that provides a solution to different ranges of disciplines for repetitive applications. Knowledge is an important feature in the context of the SOP for any organisation and is defined to assist and define the organisation to control the quality assurance and control the process. Examining the knowledge and external approaches to optimise the company is a requisite aspect to acquire a deeper understanding of the operations of Amazon. This knowledge is crucial in the SOP of Amazon because it enables the organisation to increasingly innovate its products and services to meet the demands of its customers.  According to BBC (2021), Amazon’s innovation has been on the rise which can be reflected in its financial results. In the year 2018, Amazon has become the second-ever public company which is estimated to be valued at $1 trillion following Apple. This huge success of Amazon is evident in its performance in the year 2020 which reached $386 bn and the net profit doubled to $21bn. The vast stockpiling space of Amazon became a leader because of its constant innovation to become a key player business market. The knowledge to produce innovative products and services are an important feature of Amazon. Innovations such as AWS, ebooks, 1-click purchase, Amazon Echo, Amazon Fire TV and so on are innovations of Amazon. Knowledge management also enables effective communication and the development of employees. Clear and effective communication between the employees and the leaders is an important activity to engage the employees. The Engagement of the employees is fundamental to the organisation. Amazon has initiated “the voice of the associate boards” “my voice” and so on, which offers employees a platform to express their concerns, suggestions, information, and questions. Such connections are a real use of the knowledge that operates the mechanisms of SOP  in the service and products (Aboutamazon, 2022b).
What are the main outcomes that Amazon has been achieving with the use of these procedures?
Amazon is one of the famous e-commerce and retailer companies. From the beginning, it is determined to enhance the experience of the customers. It has always been analysing what the customers want when the customers want it. A can accomplish profit when the needs of the customers are valued. Here in this sector, knowledge management works. Amazon uses knowledge management principles and strategies to gain significant value in terms of customer relationships in many ways such as providing a single portal, where everything can be assessed like food, electronics, apparel, and food. It is an easy-to-use gateway where websites, technological tools, e-learnings, videos, courseware and so on. Considering the innovation of Amazon, the Echo, has been on the trend. This technology was estimated to be a huge investment in the e-commerce giant that resulted in exceptional profit. More than 22 million Echo products were sold exclusively.  Amazon's progress and accomplishments can be examined under knowledge management. Another outcome of the cordial use of knowledge management is customer service. From the beginning, the organisation is committed to serving the customers end aims at enhancing customer service (LinkedIn, 2020c). The company has developed a wide range of useful tools for its customers such as tracking the packages and products, and returns or exchanges to enhance customer service. Another successful outcome is Amazon Prime. It is evident that this feature has been widely acknowledged as having helped in customer loyalty. More than 100 million Amazon customers in the United States have accounts spending $14,00 each year. Quick decision-making is a feature of knowledge management (LinkedIn, 2020c). Amazon is a giant company and its agility in the workplace can make quick decisions in order to lead in the market. Amazon has been encouraging small decisions in team meetings and that initiates quick decisions in the operations.
Another outcome that can be determined is the huge logistics of Amazon. The logistics of Amazon are considered to be bigger than other global logistics and retailers. The company has large distribution centres the biggest of the cities with the facility of robotic picking systems that results in more efficiency. Amazon has hugely invested in the logistics sector. Amazon's commitment to its services is evident for example in the United Kingdom, there are large numbers of warehouses from Liverpool to London (LinkedIn, 2020c).
What are the areas Amazon.com can still improve in the future in order to overcome the challenges?
Amazon is famous for its innovative ways of producing services and products. Customers are highly inclined to the services of Amazon such as Prime, e-books or e-commerce. Amazon has expanded its model across the globe and therefore the estimated net revenue accounted be approx 470 billion US dollars in the year 2020. The company has been highly investing in every sector of its brand (Statista, 2022). While the consumers of the company are getting into the small business, it is becoming a foray for them to establish a company. Amazon can offer entrepreneurs financial ventures to augment the eCommerce sector. Web services are highly becoming proactive in today's world. The organisation can assist the small enterprise with its services and help them set the pricing models. Amazon can be more innovative in the terms of supply chain logistics where the products can be delivered by other mediums such as drones in a line of the contraption. This easy and smoother way of delivering services can enhance customer relationships. As Amazon is putting effort into the supply chains in accordance with its customers, it can be expected from the company that the products are delivered within 48 hours as the other e-commerce companies are delivering efforts in building bigger networks to enable fast delivery of the products to fulfil the coast-to-coast demand of the customers. More technological investment can be done by Amazon. Amazon can still improve its cloud data storage which uses the internet to get access to the information stored by the organisation. Cloud storage is based on the internet and servers and server down issues can cause the data and information to be inaccessible. The accessibility of the data can act as a disruption for the employees. Amazon can either start to strengthen its servers through eBay investment or find ways through innovations that can effectively be used to access the stored information even when internet servers are down. The storage of data on the cloud also possesses the risk of hacks and stealing of data through cybercrime methods and security breaches (BBC News Labs,2022). Amazon needs to strengthen its core cloud servers to ensure that the servers are not easily hacked while also making the data easily available to its employees and ensuring that the data is not easily accessible to cyber criminals or competitors. The management of data and the database selection that is to be used for the management of information and knowledge is an area where Amazon needs to invest and strategies. 

[bookmark: _Toc120383872]Conclusions and Recommendations 
Knowledge management is unimportant for large organisations like Amazon as its the organisation that manages and stores the information and data related to their wide range of operations that can be helpful in future for their employees in solving some complex issues. Knowledge management is also used as a reference to understand customer behaviour and requirements and complaints about a particular service. Knowledge management also helps in gaining a competitive advantage. Knowledge can be perspective-driven and experience-driven which sometimes cannot be relevant to particular cases. Perspective and experience-driven knowledge can be used for understanding a viewpoint or a particular functioning of the product or service in a particular case. 
The knowledge management framework that Amazon can use in the future to make its knowledge management culture more enriched and effective functioning is the Zack model of knowledge and management. The Zack model of knowledge and management helps in better organising the stored data and information. The Zack model of knowledge and management due to the availability of knowledge on cases with a wide perspective will help employees adhere to innovation. The availability of knowledge of previous cases in the form of case studies will also help new employees in getting clarity about the various steps and precautions they can adhere to when faced with certain situations. The proposed framework will help Amazon in classifying the data and also availing data to employees that can be easily accessible while easily sortable to find the exact piece of data from the various data available. This will be done through the organised storage of the data and information through the use of a knowledge management system. The use of a new framework needs some structural changes as well as changes in the knowledge management system. The proposed framework can be implemented by Amazon after the end of the financial year. Complete implementation and storing process according to the framework can take around 3 months for proper development of software and programs that will be adhering to the principles of the framework. 
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Purpose of the poster presentation

The purpose of the poster presentation is to know the potential knowledge
management challenges of Amazon and to recommend the organisation
strengthen its knowledge management practices. The poster also aims to
evaluate the effective framework for Amazon and highlights the potential
benefits and drawbacks in accordance with knowledge management.
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Amazon’s potential knowledge management challenges

Since Amazon is a customer-centric organisation, the shift in the
customer's behaviour patterns or choices can vary with the times. The
knowledge management of the organisation can't fit in all the required
solutions. On the contrary, knowledge management works when it is
accustomed to changes. The constant shift in the innovation of products
and services is a potential challenge for Amazon. The tool being used by
the company should be kept at a pace that is up to date with the latest
technology. The sudden demand of the customers' needs and keeping
updated with the new technologies can be challenging for the company
(BBC, 2022). The leader of the company might be lagging to reactto the
fluctuation of market needs. Many of the challenges associated with
knowledge management can be sorted with proper planning. Motivation is
a crucial fundamental of the organization. Demotivated employees can be
a hindrance in the development of knowledge management for Amazon.
The value of knowledge is reliant on the employees and what they choose
to share with the management (BBC, 2022). If the lessons are hard to
acquire, there is no benefit to the company. It is important for leaders to
communicate with their associates to involve better decision making
abilities .

Recommendations to strengthen their knowledge management practices
from the knowledge acquisition -retention-transfer perspectives

Knowledge management is an important ingredient in developing a
competitive advantage. Using and implementing the theoretical aspects of
knowledge management, Amazon can strengthen its practices. The theoretical
framework will enable the company with better decision-making, enhanced
customer relationships, and employee engagement. The knowledge shared in
the teamwork is very effective in learning the behaviour of the customers
which will result in customer satisfaction. Knowledge management also
includes the sum of information and ideas to tackle the challenges. The
expertise can be involved in the management in order to gain a solution to the
issues related to the challenges in the company.

Benefits of Effective
Knowledge Management

Evaluation of the proposed knowledge management framework for
Amazon (potential benefits and drawbacks of the proposed
lnowledge management framework

There are various knowledge management frameworks that can aid the
company to develop in all aspects of the business. Some models such as
Nonaka's model, SECI model, Wiig Model, BUKOWITZ and
WILLIAMS Model, and ZacKs Model. These models are very effective
in nature and therefore help the organisation in various aspects like
decision making, and employee engagement, to boost agility in the
organisation, smoother communication, improved organisational
structure, increase innovation, faster problem-solving abilities, enhanced
customer relation and effective collaboration. The Zack model of
knowledge management can be implemented for Amazon, as it will help
the company deal with the stages of the services that the company
provides in cases such as e-commerce services. This Model will allow the
company to be more accessible to the data and repurpose the knowledge
and ensure accuracy in the authenticity of the information (Ong et
al.2021).
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